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Example Activity Model

Reading and Understanding the Model

BPM Purpose

process

= Contribute to the requirements development process
= Facilitate the linkage of business processes to IT capabilities
®  Capture Operations inputs and outputs

cUnited States”

ensus

= Describe Census Operations business processes — activities, resources and key milestones — Bureau
®  Provide the details necessary for non-subject matter experts to understand the business
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2020 Census 17. Census Questionnaire Assistance Operation (CQA)

Purpose: Provide questionnaire assistance for respondents by answering questions about specific items on the census form or other frequently asked questions
about the 2020 Census and provide an option for callers to complete a census interview over the telephone. Also, provides outbound calling in support of NRFU
Reinterview and Coverage Improvement.
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Sub-process I
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17-2.3.1 Process
IVR Phone Request
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30. Process Phone Request

Purpose: To receive and provide questionnaire assistance to the public via an Interactive Voice Response (IVR), which allows customers to
interact with the Census host system via a telephone keypad without speaking to a live agent, or speak to a live agent.

CUnited States”

ensus

o—— Bureau

Is Language
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(30.05)
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During business hours, a
Caller may elect to speak to a live agent.
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Questionnaire
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CUnited States”

50. Perform Coverage Improvement

Purpose: An enumeration follow-up operation to obtain additional information via the telephone from household respondents to correct potential coverage errors.
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United States”
60. Perform NRFU Reinterviews C

Purpose: An enumeration follow-up operation via the telephone to support NRFU quality assurance activities.
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70. Provide Webchat Support

Purpose: To receive and provide questionnaire assistance to the public via webchat functionality.
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CUnited States”

80. Perform Quality Monitoring ensus

Purpose: To monitor inbound and outbound phone calls and webchat communications for quality control purposes. Bureau

f T ~
! 17-5 CQA Quality Assurance .I

( N
| . 17-5.1 Perform Quality Monitoring :
l l Recorded Calls l l
| = |
o \ ac | |
l \ Cases . .
. l \\‘,/ QC Results Complete? l l

Start l .:f@. 80.10 ( & 80.20 & 80.30 (80.35) & 80.40 80.60 & 80.70 (80.75)
Sub-process ' - Listen to Send Capture
Select Score Call or Update
Recorded Call . QC Reports to Paradata for
QC Sample . Electronic QC Data .
and/or Electronic o Census Bureau Quality
: O — Communication P N
l | Communication (TBD) Monitoring 0 " ! sub-process
i | & 80.50 l l
C Perform | |
| . Corrective .
| Action ||
S P o
| b e e o e ¢ e e e ¢ e ¢ e ¢ e ¢ e ¢ ¢ o e e ¢ e ¢ e ¢ e mmm ¢ e ¢ ¢ mm— b e ¢ o ¢ ¢ — b - ¢ om— ¢ — ¢ o— -
80. Perform Quality Monitoring 2020 Census 17. Census Questionnaire Assistance Operation (CQA) BPM 10_24 2017.vsdx Page 8 of 8



